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Over the past two years, two agency activities have
significantly shaped our organization:

2001 - the Employee Satisfaction Survey. Thissurvey isconducted every twoyears. In
the most recent survey, anew question - Question 86 —wasintroduced. Employees
wereasked to evaluate severa factorsthat are knownto contributeto morale, rating
each onitsrelativeimportance. Of thosewho responded, 98 percent indicated that
“trust and respect among people” wasimportant or extremely important to them.

2002 —Review of theAgency’sVision, Mission, Values, and Goals. Intheearly part of
2002, the Agency reviewed theVision, Mission, Cultural Attributes, and Goals. During
thereview, “ culturd attributes” wereredefined as* values’ and fivevalueswereidentified
- respect, integrity, cooperation, professionalism, and continuousimprovement.

Inthisnewd etter, wewill learn moreabout the activities of the Agency’s Trust and Respect
Team —ateam created in response to the Employee Satisfaction Survey. Wewill provide
articleswhichidentify the relevance of valuesto organizational successand share someof
thewaysour Agency isstriving to ensurethat theAgency’ svaluesare” maderea” withinthe
Department of Revenue.

WE red so sharing someimportant information you' Il need when writing up ideasfor the
Governor’soffice. Pleaseread about the new process!

Update on the Agency “Trust and Respect” Quality Team
By LedieCushman

The agency-wideteam on Trust and Respect hasbeen hard at work delving into the
importance of trust and respect intheworkplace. Currently, the Team isfinalizing definitions
of “trust” and “respect.” Thedraft definitionsarevery basic and driveto the heart of thetwo
terms. The Team will recommend that the definitions be used throughout the agency so that
thetrust and respect val ues are understood and appreciated agency wide.

The Team has a so been busy identifying the root causes associated with why trust and
respect may be eroded in awork situation, aswell aswhat maintains and enhancestrust and
respect. A variety of quality toolshave been used in thispart of thework. Think

fishbone! With theroot causesin hand, the Team hasexplored possible solutions. Infact,
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There must
be decency
and respect,
and
veneration
introduced
for persons
of authority
of every
rank, or we
are undone.
In a popular
government,
thisisour
only way.

- John Adams
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closeto one hundred waysto positively impact trust and respect have been put forth. The
outcomeof the Team’ swork will, of course, focuson only ahandful of solutions. The Team
isworking hard tofit solutionsto problems and to assure that the recommendations can be
measured and tracked to monitor the success of thiseffort.

Itisclear fromthe Team’swork that while each division may haveitsown set of issues
particular to their work environment, overall trust and respect isanimportant valueto the
agency and central to being part of ahigh qualify work force. Look for recommendations
regarding communication, conflict management, and acode of conduct. Alsoonthetable
areenhanced training opportunitiesfor supervisorsand staff and aforum to discusstrust and

respect insmall groups.

Theteam isexpected to completeitswork by June 30, 2003. For additional information,
please contact your divisiona representative on theteam:

Appeals—CristineWiest

Audit—Christine Younger, Sandy Haford
Compliance—Bill O’ Rellly, Arthur Harvey
F&ES—KimAsbach

|S—LonnaHocker

L& P—-BeulahHolman, Ledie Cushman
Property Tax —Harold Smith
Research—DianeMieke

Specia Programs—Dwayne Wool sey
TAA —Kristine Rompa, Ralph Osgood
Taxpayer Services—Heather Mattingly, Tremaine Smith
WPEA —LindaBrown
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It is better to
suffer wrong
than to do it,
and happier
to be
sometimes
cheated than
not to trust.

- Samuel
Johnson

Reflections for Leaders

By Joel and Michelle Levey, Chairpersons, TheCenter for Corporate Cultureand Organizationd Hedlth

http://ww.wisdomatwork. com/BUSINESS center/EAPA .html

Intoday’ smarket, theincreasing demand
for managersand experienced employees
coupled with adeclining supply, compels
organizationsto look at factorswhich alow
an organizationto attract and retainthe
best employees.

Inatimeof cost cutting, outsourcing and
fierce competition, thereareenormous
costsassociated with theloss of the best
talent. Yet therearealso opportunities
awaliting thosewho understand the key
motivatorsfor retaining employees.

Accordingto Pfeffer, (The Human
Equation) “Itisalmostimpossibleto
successfully implement high performanceor
high commitment work practicesinthe
absence of mutud trust and respect.” His
contentionisthat al workplace practices
and changes should beevaluated by a
smplecriterion: “Dothey convey and
createtrust?’

Information gathered from the* Fortune
100 Best companies’ indicatesthat
companiesthat haveacultureinwhich
“trust and respect” flourishes, have haf the
turnover and nearly twicethe applications
for employmen.

According to Pfeffer, leadersare tasked with
developing * organizationd cultureswiththe
strong foundation of trust and mutual respect
necessary for amost super-fluid
communication.” By promoting synergy,
teamwork and organizational learning - and
building asense of community - leaderscan
sugtainquality working relationships.

Fourteen studieson therel ationship of
employeefulfillment and business
performance concluded that thesinglelargest
contributor to thefedingsof employee
fulfillment and satisfaction liesintheday-to-
day relationship they with havewiththe
organization’'sleaders. “Taented people
want spiritua goalsthat energizean

organi zation by resonating with the personal
values of the peoplewho work there, thekind
of mission that offers peopleachanceto do
work that makesadifference.”

Peak performanceisachieved when our
workplaces honor basi ¢ human needsfor
safety, security, trust, respect and supportive
relationships. Thefar-reaching benefitsof
meeting those needsarerealized when
organizationsare ableto retain employees
they cannot afford tolose.
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Happinessis
that state of
CONSCiOUSNESS
which
proceeds
from the
achievement
of one's
values.

- Ayn Rand

Strategy Team Works to Make Values Come Alive
By Will Riceand Wendy Fraser

The Strategy Team devoted timein November and December 2002 to clarifying their
purposeand defining internal team values. Whilethe Strategy Team spendsafew days
every year away from the office discussing budget and strategic planning, it hasbeen nearly
fiveyearssincethey focused on their purpose and internal workingsasateam.

Trust and respect isacrucial element of thisteam working together - just asitisapervasive
need throughout any organization. The Strategy Team took thefive agency values—
Respect, Integrity, Cooperation, Professionalism, and Continuous Improvement —created
definitionsthat were meaningful to theteam, and i dentified behaviorsassociated with those
vauesthat would dlow themto“comeadive.”

Perhaps eachteam inthe agency (every section, office, etc.) could havethese conversations
too. Takethefiveagency valuesand host adiscussion with each other. Talk about what it
meansto you and thekinds of behaviorsthat support that definition. Cometo some
agreement, then post them around. Support each other in living thesecommonvalues- it'sa
great way to build trust and respect in the workpl ace!

Aligning our Values
By JulieAndersen

Oursisaculturethat highly prizes
individudity. A nation built uponthe
principlesof salf-determination and
rugged individualism- weare encouraged
to think independently and to use our
uniquetalentsto shapeand createthe
liveswedesire. Individua achievement
and personal endeavorsin medical and
technologicd research, literary and artistic
creativity, and other disciplineshave
enriched our lives.

organizationsthat are* onein purpose’?

When othersbelieve and behave aswedo, we
human beings experience camaraderieand easy
relationships. Wefindit easy totrust and
respect thosewho alignwith our view of the
world. We understand those who respond to
stuationsand behavein waysreflective of our
ownstyle.

Itiswhen others® marchto adifferent drum”
that wefind our relationshipsmost challenging.
During thosetimes, our commitmenttoa
shared set of values can becomethe

[ubricant that honorsindividudity while
smultaneoudy fostering what isgood for the
“community.” A coreset of values, likethe
beacon onafoggy night, can guideour actions
and help usthroughthedifficult chalengeswe
will inevitably face.

Yetindividud effortsare necessarily
limited - they arethe products of
“gngular” thought and action. Most
successful effortsare co-created; they
arisefromthesynergy of multiple
perspectivesand the co-operative efforts
of many working together.

If creating abridge between theindividual

andthegroupisessentid totruly effective
organizations, isthereaway to honor the

individua whilesmultaneoudy creating

Intheearly part of last year, our agency
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Onagroup
of theories
one can find
a school; but
on agroup

of values one
canfind a
culture, a
civilization,
a new way of
living
together
among men
(people).

- lganzaio
Slone

Values continued from pg. 4...

focused onfive“values’ - respect,
integrity, cooperation, professionalism, and
continuousimprovemen.

Thesevdues, whenwefully livethem,
instruct our behavior and help us
understand how to honor each other and
create an environment that fostersgood
will. Whenweliveour shared valueswe
retainour individudity and amultaneoudy
co-create organizations of shared purpose
andvison.

Life's ups and down pro-
vide windows of opportu-
nity to determineyour values
and goals. Think of using al
obstacles as stepping stones
to build thelife you want.

In our best moments, when our valuesare
aligned the organizationswe create are not
unlikearichtapestry, beautifully designed
fromindividua threadsand seamlesdy
woven - creating animagethat inspiresand
enrichesour lives.

- MarshaSinetar

Quarter Reporting to the Governor’s Office
By Wendy Fraser

Didyou know that thetemplatefor the quarter reportswe send to the Governor’s Office
has been updated? The sameinformation onwhat the problem wasand how it wasfixedis
still there, however in the data section something new hasemerged.

Instead of just sending in an annualized number of hours saved, revenue generated, or
dollarssaved, we need to send along agraphical display of thedata. Something likethis:

Oldway of reporting results:

Improved turnaround time by 30% over four quarters
Generated atotal of $4,000,000 in additional revenue because of improved process

New way of reporting results:

XYZ Process
o 40% 2,500,000
1S 2,000,000
F o 30% mmm XY Z Process
S Q500 1,500,000 Awerage Time Saved
% 8 1,000,000 With New Process
0,
g 10% 500,000 —e— XYZ Process
a 0% 0 Additional Revenue
Qtr1 Qtr2 Qtr3 Qtr4 Generated
Revenue Generated TOt?I _Of $4,000,000in
additional revenue

Got questions? JulieAndersen and Wendy Fraser arehereto help! If you havean
improvement to report, let usknow and we' [l work with you!



